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DES Guam

Retail Business Re-Opening Plan

This material is considered proprietary, any sharing or duplication of such material without the expressed
permission from DFS Guam L.P. is prohibited.
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INTRODUCTION



At DFS, we care deeply about our customer and employee wellness and have developed
plans to ensure adherence in accordance with the Chalan Para Hinemlo minimum
Pandemic Workplace Operational guidelines which we outline in this document for your
review. Should you have any questions, please contact Gerard Damian, Loss
Prevention/Safety Manager at 488-3385 or Steve Cruz, AGM Operations at 777-6132.

DFS Guam L.P. operates two retail stores on Guam and a Central Distribution Center at
the following locations:

T-Galleria The Point aka Godiva Café DFS Central Distribution Center
Lot 5076-3-5-1 & 5076-3-5-R2 New Lot 5076-3-2R2 New R1 600 Bello Road

1296 Pale San Vitores Road 1245 Pale San Vitores Road Barrigada, Guam 96913

Tumon, Guam 96913 Tumon, Guam 96913

In summary, the following are some of the heighten measures we are taking to ensure a
safe and comfortable shopping environment for our customers and employees:

» Limit occupancy based on most recent requirements pursuant to Executive Order or
Guam law.

» Mandatory use of face masks prior to entering and while shopping in our stores.

» Temperature checks (customers, employees and vendors) will be conducted prior to
entry
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continuation...

» Automatic hand sanitizer dispensing units will be available at all entrances as well as
made available throughout the store.

» Signage will be displayed at all entrances and throughout the store to remind
customers and employees of the following:

to maintain social distancing of at least 6 feet;
to wash your hands properly and regularly;

use hand-sanitizer when hand-washing facility is not readily available
to wear a mask.

How to stop the spread of COVID-19

How to promote everyday protective measures

Persons who are experiencing respiratory illness and symptoms of
COVID_19 are prohibited from entering.

VVVVYVYVYY

» We will ensure in-store seating and back of house meets social distancing
requirements and are disinfected between use by customers.

» Floor marker will be used in areas where people will form a line to maintain a safe
social distance while shopping

» Public areas i.e., restrooms and high touched surfaces will be cleaned and disinfected
every 30 minutes.
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continuation...
» UV lights have been installed in all AHU and increase air conditioning maintenance
cleaning scheduled for maximum sanitary conditions.

» DFS will provide options to our customer for product trials, all based on their level of
comfort

Employee reorientation prior to reopening
» Review of social distancing policy.
» Managers/supervisors will be provided additional training to understand their
responsibilities for enforcing policies. These individuals will be designated as
responsible contacts to oversee and ensure implementation/enforcement.

» Review safety communication policy for returning employees and customers that
explain safety protocols (measures DFS is taking and what precautions

employees/customers should take), and where to report any issues.

» Review of workplace modification to ensure social distancing i.e., occupancy in
conference and break rooms will be limited to ensure social distancing.
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continuation...
» Discuss interactions and physical contact policies:
» Hold fewer in-person meetings and using increased conference calls or video
conferences where possible

» Communicate to employees not to use other employees’ workspaces/
equipment or share items. If unavoidable, item must be disinfected frequently
following our cleaning and disinfecting procedures.

» DFS will set staggered and/or spaced lunch/break schedules.

» Discuss the use of personal protective equipment (PPE) per our customer and
employee guidelines.

» Review guidelines on Employee & Customer Wellness Practices.
» Review policy regarding Health and personal hygiene practices emphasizing if you're

not feeling well, stay home and notify your manager. Any employee who exhibits flu-
like symptoms will be sent home.
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Customer and Employee Wellness Practices




DFS will make our precaution measures visible to
customers along their journey

STORE ENTRANCE

&z

Temperature check at
the entrance for every
customer

Limit number of entry
points if necessary

L+

Hand sanitizer stations

at each entrance

Mandatory for every
customer entering the
store

Clear signage with our
COVID-19 precautions
at the entrance

Positioned as,

We Care About Your
Wellbeing

Comply with local government regulations requiring customers to

wear masks.

o E

Sanitize all surfaces
in public areas every
30 minutes.

Clear signage with our
COVID-19 precautions
must be visible in all
high touch areas such
as POS counters,
escalators, etc.

Sanitizer stations must
be visible across the
entire store

Suggested placement:
store/boutigue
entrances, escalator
step off points, resting
areas, water stations,
outside washrooms

Control traffic to prevent big crowds

GENERAL AREAS AND TOILETS

T8 =

Proper handwashing
techniques reminders
in all toilets |

Identify areas of potential congestion, implement floor marking
for safe distance gqueueing

6ft distance between customers, if required by local

regulations
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DFS will adjust staff /customer interactions
following six key principles below:

New Customer Service rules that apply

immediately

1

KW N

1

Minimize customer self-service, instead
guide customer though product
presentation

Always ask for customer’s permission
and check their comfortability before
product trial

Avoid touching customers’ face

Sanitize your hands before and after
any direct contact

Provide single use applicators for all
beauty products; stop all F&B product
tasting that is not individually
packaged

Explain the wellness measures you are
taking during product trial

Specific recommendations by category (refer to Category Specific

Guideline section for detail)

Beauty: Hygiene is top priority, minimal self-service, provide
options for product trial
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Spirits, Wines, Food and Gifts: Individually wrapped samples
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Fashion & Accessories: Disposable gloves and UV sanitization
of products
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Watches & Jewellery: Disposable gloves and UV sanitization of
products
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Summary of DFS global measures that serves as our
guide in adapting to local regulations

b(.:ustomer Journey
EEEEEEEEEEER

’-..--.-..-.--..----..----..-.’..----...---..----..----...--.----..----...--...--.-..----’--...--.-..-.--..----..--.-.,--u----u----

local regulations

to be developed

ENTRY COMMON AREAS / SHOP LOYALT RESTROOMS
TO THE STORE HALLWAYS FLOOR LOUNGE ‘
| | |
N Require all staff Close LOYALT lounges . .
0 Clear communication of 0,0  Social distancing tgq\.\?;raer;assl?s until further notice # + %' Proper handwashing
o our precautions through reminders in line with . . @ techniques reminders
~  signage and screens *guidance on reopening + inall toilets

Availability of hand
sanitizing upon entry to
the store

Regular and visible
cleaning and
disinfecting of surfaces

&

|
|
|
|
|
|
|
|
L

_____ I _———————————=

Require customers to
wear masks if
required by law

Temperature screening
at the entrance only if

I
|
|
|
+ Required by local |
law :
i
I
|
|
|

A5:<"  Sanitizer stations
visible across all public
areas

Clear communication of
our precautions through
~ signage and screens

0

hygiene requirements

Adjusted service
@ standards with increased

Stop all F&B tasting and
limit self service
whenever possible

Sanitizer stations
available at every
counter and POS station

Signage stating
recommended capacity
for the area / boutique

towards contactless
»-" payment options across

Speed up transition

all stores
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Regular and visible
cleaning and
disinfecting of surfaces

Sanitizer stations
available at each
restroom

11




General Guidance on Customer Wellness

N - N

' m—

ENTRANCE

. Temperature checks for all
customers before entering the store

2. Offer hand sanitizer at the entrance

. Show signage explaining the weliness
measures DFS is taking to keep
everyone safe

Follow local government guidelines for
masks.

h

GENERAL AREAS

Hand sanitizer stations at boutique
enfrances, makeup counters, case
lines, escalator step off points and
outside washrooms

Mark the floor to indicate safe social
distance (6ft) between customersin
front of POS, between makeover
counters, Loyal T lounge, etc.

Sanitize POS, iPads, testers, handrails,
makeover stations, shopping baskets,
POS counters including fabric spray to
sanitize sofas and other cloth
furniture

Display clear signage on sanitizing
surfaces, general areas, shopping

baskets indicating how oftenthey are
cleaned.

Empty trash bins every two hours

i

TOILET

. Add signs to mirrors displaying

proper handwashing techniques

. Offer hand sanitizer outside the

washrooms

3. Clean and disinfect washrooms every

30 minutes.

Display elear signage describing
regular sanitizing and cleaning
practices

@ DFS GROUP LIMITED
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CHECKOUT

. Queue at safe distance asindicated

by markers or the floor

Encourage using contactless
payment

If a customer uses the pin-pad or
electronic signature pen, wipe it down
before and after use with alcohol
wipes

. Associates should sanitize their hands

after every time they handle cash
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Here’s how we protect wellbeing of our staff

P~~~ -~ - -

UPON REPORTING
TO DUTY

DURING
WORKING HOURS

RESTROOMS

@I:_{— Mandatory hand

the store

}@ sanitizing upon entry to

04,0  Social distancing
G reminders in line with
local regulations

Training on
communicating COVID

2 a measures and dealing
with objections

Posters and digital
content on our
precautions

+ 8% Proper handwashing
@ technigues reminders
+ in all toilets

upon arrival

&: Temperature screening

Require all staff to

@ wear masks

@IT.:-’ Sanitizer stations
visible across the entire
store

Reduced seating
capacity to respect
social distancing

E Regular and visible
a cleaning and
disinfecting of surfaces
every 30 minutes

@ DFS GROUP LIMITED

Staff rooms are
regularly cleaned
and surfaces
disinfected
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We will develop simple, straightforward
communications with strong visuals

REME
5 QYY)

DF S RN, dhlsse
T 0 0 LA RIS SRR

e are closely monbonng the situstion sad tsking sl
CHERY MESELIES 5 K82 ur wone sale and hginic
Thatik pou Tor yous understanding snd Sappor

Clear and visual signage at
the entrances and around
the store

@

TR WS HENREATEE AT T AT

e EN, B EERAE IR TR — A, G S

B BT 2B [ —— STl
We'l be hing the request thet our guests We perigrm disindecting

ramgarat e of sl guests 8 s1af mear B fare e BLFEE vy T e

Before entry. Ceests with mesk ot sl times 1 Erde & Sale and

readngs beiow 380 are b i ErARTnImEn far
welcome (0 enie you tn engy

o

PR, M T W S E S T
THRTEF . i DO R
Dur fieguens dismfecting Wi It v 1 el T PIOIGET OUF FUEETS and
pracedunes e o Safe yoerself 1o owr hand el plecse Mainiain o
Bl 254 rwidiod ul sl dAsmnae of & fectfrom

e

Update website with our
wellness measures within one
click from homepage

o 14

P L ANBSOENES  ANSESLRATHED,

Eountes otfers upon emiesng ihe

N0

B - HOIRE

TR samar e
pr—ry

Include messaging on customer

and employee wellness into our

WeChat, email. and other social
media comms

Inform our TIM partners,
landlords, and other
stakeholders
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Category Specitfic Guidelines
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Product tasting will be limited, product demos will require a
various degree of changes depending on the category

. Global requirement for DFS|

Local decision Bea Uty FaSh |0n WJA SWTFG

Stop all product trials / sampling / tasting

Stop all self service, remove testers

Use disposable applicators / individually packaged samples

Offer to guide customer through product demo

Sanitize tester on display regularly

Sanitize product before and after trial

Quarantine merchandise tried on by a customer for 24 hours

Leverage available digital tools to interact with products

After product trial, quarantine the item for 24 hours
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Category-specific guidelines on product demonstrations

0]

Beauty Fashion WIA

(4] Sanitize your hands before service @

€2 Weardisposable gloves for product trial

Use digital tools to interact with products

o Use disposable testers

o Sanitize display items regularly

Make sanitization stations visible
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Beauty: Guidance on product trials‘

] =

« Lip-gloss » Lipstick
» Eyeshadow » Highlighter stick
« Mascara »  Eyebrow pencil
« Foundation « Eyeliner
» Blush » Foundation compact
» Jars/pots of cream »  Perfume bottle and pump
«  Skincare bottle and pump
Use disposable applicators Wipe the product with an alcohol

before each application
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Beauty: Hygiene is top priority, minimal self-service, provide
options for product trial

GENERAL MEASURES

Fr
a3

@]

v

Minimize customer self service
with testers

Use disposable applicators when
possible

Spray multiuse tools and products
with alcohol before and after use

Avoid touching a customer's face,
apply product to their hands

Explain wellness measures you are taking to

D

SAFE TRIAL PROCESS

3 options based on customer preference:
Test product on blotter and hold up to face
Demonstrate on hand/wrist (recommendation)
Tutorial approach

e o
0

Ask the Sanitize your

98

Put different Hold the blotter

shades of the up to the

product ona customer ’s face
fragrance blotter for trial

B0y

Cleanthe Put product Use the tester to Explain the
customer if they hands and tester and on disposable apply it to the product
would like to offer it to the any multiuse testers customer’s hand benefits and
trial the product customer tools orarm wellness
and offer them measures

three options

the customer and offer them wellness tips

@ DFS GROUP LIMITED
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Sanitize your
hands and
offer it to the
customer




1

GALLERIA

OFFER COURTEOUS PRODUCT TRIAL GUIDELINE:

SKINCARE PRODUCT TRIAL:

Skincare Product:

v

v
v

Use 70% alcohol-based hand rub for hand sanitizer
before and after service

Only disposal service tools allowed

Do not re-use disposal service tool

Liquid type (Toner, essence water etc...)
Damp cotton pad and invite customer to experience

Creamy texture (Face cream, eye cream, mask, body
cream, hand cream etc...)

Use Q-tip to apply product on customer’s hand and invite
customer to experience.

Serum texture
A drop of serum on customer’s back of hand and invite
customer to experience.

Remarks:

When offer the product trial:

* Adopt engaging body language, i.e. eye contact, open
gestures to guide customer.

* Romance product with FAB and offer beauty tips

* Ask for customer feedback after product trial

Tester hygiene requirement:

» Tester surface: use 70% alcohol-based alcohol to sanitize

» Tester inner side: use Q-tip to wipe off the top layer

* Tester with a pump: use 70% alcohol-based alcohol to
sanitize
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GALLERIA

OFFER COURTEOUS PRODUCT TRIAL GUIDELINE:

MAKEUP PRODUCT TRIAL:

Makeup Product:

v
v

v
v

All makeup brushes are temporarily suspended
Use 70% alcohol-based hand rub for hand sanitizer
before and after service

Only disposal service tools allowed

Do not re-use disposal service tool

Foundation: sponge or Q-tip

Powder: cotton pad or tissue

Blush: cotton pad or tissue

Eye Shadow: Q-tip or disposable eyeshadow applicator
Mascara: disposable mascara wand

Lipstick: Q-tip or disposable lip brush

All pencil type: Use sharpener to sharp before and after
usage

Remarks:

When offer the product trial:

* Adopt engaging body language, i.e. eye contact, open
gestures to guide customer

* Romance product with FAB and some beauty tips

* Ask for customer feedback after the product trial

Tester hygiene requirement:

* Tester surface: use 70% alcohol-based alcohol to sanitize

» Tester inner side: use Q-tip to wipe off the top layer

* Tester with a pump: use 70% alcohol-based alcohol to
sanitize
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1

GALLERIA

OFFER COURTEOUS PRODUCT TRIAL GUIDELINE:

FRAGRANCE EXPERIENCE:

Fragrance and body product trial: Remarks:
v" Use 70% alcohol-based hand rub for hand sanitizer When offer the PrOdUCt trial: )
before and after service * Adopt engaging body language, i.e. eye contact, open
v Do not pre-spray fragrance on a blotter gestures to guide custqmer ) )
v Discard all used blotter immediately * Use catchwords when introducing perfume to increase
v Do not smell the fragranced blotter before passing it to the attractiveness of perfumfe. ]
customer * Share the fragrance storytelling, ingredients and design of
the bottle, to enhance the interaction during the selling
Fragrance ceremony.

* Spray on the blotter and invite customer to experience Tester hygiene requirement:

* Tester surface: use 70% alcohol-based alcohol to sanitize

* Tester inner side: use Q-tip to wipe off the top layer

* Tester with a pump: use 70% alcohol-based alcohol to
sanitize

* Blotter: Discard all used blotters immediately

* Perfume balm & body cream
Use Q-tip to get product for customer, and to invite
customer to experience
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Watches & Jewellery: Disposable gloves and UV sanitization of
products

SETUP PRODUCT TRIAL

Minimize customer self service with Ensure the counter is clean and Sanitize the product with UV (4] Woal disposable gloves.
display items neatly organized at all times 4+ light before and after each trial when assisting product trial

Q New practice
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Watches & Jewellery Wellness

GOLDEN RULES

Minimize customer self service
with products

Ensure the case line/boutique is
clean and organized

X x

SAFE TRIAL PROCESS , y

2 options based on product material @
- Alcohol wipe for metal and jewels @
- Plaincloth and gloves for leather
Clean metal
and jewels

with an
alcohol wipe

Or use of UV wand

oL oL

—»
[4)
i - Fxplain the Sanitize your
Ask the Sanitize your ’U , ) -
) . : product hands and
customer if they hands and o
L o benefits and offer it to the
would like to offer it to the o, )
o ) wellness customer
trial the customer

) meastires
product

Wipe leather with
cotton and offer the
customer a glove,
tissue or plastic film to
wearduring trial
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Fashion & Accessories: Disposable gloves and UV sanitization
of products

SETUP PRODUCT TRIAL

Minimize customer self service Ensure the boutique is clean and o Sanitize small products with UV o Wear disposable gloves
with display items neatly organized at all times light before and after each trial when assisting product trial

o New practice
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Fashion & Accessories Wellnhess

GOLDEN RULES SAFE TRIAL PROCESS

Minimize customer self service

with products
oL o
—> —» —» —>
[4) [4)
Ensure the case line/boutique is

Ask the Sanitize your Wipe leather with Explain the Sanitize your
clean and organized customer if they hands and cotton and offer the product hands and
would like to offer it to the customer a glove or benefits and offer it to the
trial the customer plastic film to wear wellness customer
pi"OdHC?.; (/Hﬁ};g trial measures

Or use of UV wand
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Food and Gifts: Individually wrapped samples

PRODUCT TRIAL

o Only offer individually packaged o Ask customers to unwrap their O Wear disposable gloves
samples or use in disposable cups own sample when offering samples

SUSPEND ALL SAMPLING AND TASTING

o Mew practice
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Spirits, Wines, Food and Gifts: Individually wrapped samples

GEMERAL MEASURES SAFE TRIAL PROCESS

{ '\ Only offer individually wrapped E ﬁ
'.__ ﬁ | samples S 0 - o
' _ 0 )

/ . Azk ke Sanitize your Azk the cuzfomer Expiain the Sanitize your
I-' i ! Ensure the case line/boutique is customer ifthey handz and founwrag the pm:fu-::: r.-an.:!'s and
\ ! . I | clean and organized woauld like to affer if fothe product benefifz and afferif fothe
= LB frigl the product cusfomer themsslves welinezs cusfomer
— mEeszures

SUSPEND ALL SAMPLING AND TASTING
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Reopening Plan
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T Galleria by DFS Guam — (phase 1 reopening date TBD)

Store operating hours: 1pm~7pm daily

[ | Phase1opening (Destinations, Beauty, WJA & Icon boutiques+Fendi/Loewe/BB)
""" Circulation path - Phase 1

Phase 2 opening (Fashion World)

Temporary barmers closing off fashion world until phase 2

Maximum Occupancy Per U.S. Fire Administration based on social
distancing during the COVID-19 Pandemic.

Phase 1 601
Phase 2 186
Total 787

—y

e
L
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T Galleria by DFS Guam
Queuing, POS & UV wand plan

] Phase 1 opening (Destinations, Beauty, WJA & Icon boutiques)

POS # and # of INTERIOR floor Markers

Location POS# # of Markers
Temporary barriers closing off fashion world until phase 2 Sunglass 141 5
Food cash wrap 153 4
----- Queuing lines (6 FT distance markers) Lancome 342 4
MAC N/A 5
O POS location (16) Bobby Brown 350 5
Becca 245 5
@ UV hand wand placement (20) Tom Ford 354 6
WJA 442 n/a
@ Stanchions Cartier 904 nia
Bvlgan 941 /!
INTERIOR Floor Markers (Icon Brands) vigan na
- Celine 656 4
Location # of Markers .
Hermes 4 Gucci 756 10
YSL h52 5
LWMH 15
Prad 7 Moncler 551 4
M’:’i :mi : Tiffany 761 4
EXTERIOR Floor Markers New MB BTQ rar nia
Loswe 995 n/a
Beauty Entrance 30
[ToTAL 16 61 |
Customer Svec Entrance 30 i “2dd &
TCAT 16 Quarantine & add perfaina
[TOTAL 107] Sterilization room
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T Galleria by DFS Guam

Occupancy calculation per U.S. Fire Administration based on social
distancing during the COVID-19 Pandemic

TOTAL BUILDING OCCUPANCY Occupancy By Individual branded Boutiques - Phase 2 Occupancy

Phase 1 (destinations, beauty, luxury and Icon BTQ's) 601 Marc Jacobs 6
Phase 2 (fashion world) 186 Tory Burch 14
Phase 1 & 2 combined 787 Michael Kors 17
Polo (include LSS) 29
Multi-brand =
Destinations 168 Kate Spade 12
Beauty 124 Coach 22
Luxury & Icon Btg's + Fendi, Loewe & Burberry 309 Rimowa 7
Fashion World excludes Fendi & Loewe & BB 186 Chloe 7
787 T 166
Omega 7
MontBlanc 5
Tiffany 14
Moncler 9
Saint Laurent 7
Mui Mui 18
Prada 19
Gucci 29
Celine 9
Louis Vuitton 44
DFS (former Chanel) 26
Hermes 20
Bvlgari 9
Cartier 22
Burberry 31
Loewe 8
Fendi 8
285
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Temperature check to be performed inside the main entrance
(section stanchion off), once passed, customer will be required to
use the automatic hand sanitizing dispenser prior to proceeding to
shop. Stanchions to be used to direct customer to que in line.

Main Beauty Entrance — Phase 1

I 1 1 !
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NAFA ADA

HAND SANITIZER
AZEI=p g

= qugem

Automatic hand sanitizer dispensing units will be placed
throughout the store as well as made available at all counters

temperature check to be performed at the main entry
points and manned by security.
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Employee Entrance — Parking Level

e

Ramty:

T

Temperature check to occur at security check office, once passed,
employees will be required to use sanitize their hands.

@ DFS GROUP LIMITED
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214 floor Back of House modifications to comply with 6 ft distancing

Install plexi divider
to separate work

stations
Occupancy rate 8
max per side
22 x 40 ft
\
"BUS ENTRANCE" == !
CUSTOMER LOBBY I / ‘ ﬂ
T L.
o] ' ] o — Findnce
Py F|Ie 7
OPY [l
fj STaFF D 1 el
IH' A "] L L
/f ! LOUNGE oy ;
// I o /M to convert fo TRAINING ROOMS
;ff ey [ waiting area O  TO REMAIN (o] st [Customer
,J'j:f =14 max O’—‘O N e : Exp Mar
/ . <
;‘:1; [ C.) ................ e VM to convert to
f;; ‘ [0} ! 6 Leisure/meeting f‘
. ] ] 14 I
/ ' SRS |V =
i/
I o a k=1 3 [
f / o Sl TS TS Mgi % e - -
/# TAELE\W"TEE'\ i ‘ L] NS LOCKER Coorainator| TS HR\ng Ops Ri TLdXS 11y
i/ G 0 . - VI - emove dividing wall x-fer
’lf / H o 8 —0 Admin Spema\lsl 4 I Mgr work stafion from PSM
room v T office
.'.l —
\ - %
[ O
iccupancy ccupancy \ A
= 4 max / =2max / ] PSM PSM PSM
OMEN'S R +1TL +1TL +1TL
WOMEN MEN O e OP SUPPORT, x-fer work fer work -fer work
LP SUPERVISOR o =2 max TL, ACCTG CLERKS station from | |} |station from tation from
LP STAFF AN O Psr.norrcal? x :M | office PSM Em:e|
W LHTHTIT :Llj Sl g T TSI
. L -
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Main bus drop off entrance — Phase 2 (timing to be determined)

. =

S L e -

Temperature check to be performed outside the entrance, once
passed, customer will be required to use the automatic hand

sanitizing dispenser prior to entering the store. Stanchions to be
used to block access and sign to direct customer to que in line.

s |

AT
A

ERngd?

I
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DFS Guam —Godiva Cafe

Phase 2 opening TBD - Store operating hours: 1pm~7pm daily

, @ 0 R O C Temperature checks to occur outside
B P — u‘:ffff com— :— — =~ theentrance, once passed, customer
- (i = = | == ! . . ) :
s ﬂ [ I N R T i ¢ will be required to use the automatic
// o i © hand sanitizing dispenser prior to
' ' entering the store.

Entrance to
be closed

Max occupancy rate: 6
per U.S. Fire
Administration based
on social distancing
during the COVID-19
Pandemic




DFS Guam — Central Distribution Center
Operating hours: 7am~5pm Monday~Friday

P 143=3" "
e
NEW PARTIION—
WAL .
|
oFs Exclusve &
USE SEACE
32,093 40, FT
2 §
{J "::Ih . m‘_ﬂ'
iy
—

& | I

Temperature checks to occur at the main entrance of the WH, once
passed, employees and visitors i.e., delivery personnel will be
required to wear a mask and sanitize their hands prior to entering.

@ DFS GROUP LIMITED
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SAMPLE SIGNAGE
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Signage will reflect our customer obsessed
culture

» Overall message is that we care about the wellness of our customers
» Tone will be positive and inclusive
» Specifically explain what is being done to protect their health

WE CARE

At DFS, we care deeply about our customer and employee wellness. These are some of the
measures we are taking to ensure a safe and comfortable shopping environment.

1. Increased cleaning of public areas and surfaces.

N

. Marked general areas to maintain a safe social distance while shopping with us

3. Offer alcohol-based sanitizers available across the store

o

. Provide options for your product trials, all based on your level of comfort

5. All our staff members go through daily temperature checks and will have to wear masks inside
the store.

But we also need your help! We ask that you allow us to take your temperature and sanitize your
hands upon entering. We are in this together, and we will come out stronger!

@ DFS GROUP LIMITED
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KEEPING YOU
SAFE AT DFS

WE ARE CLOSELY MONITORING THE SITUATION
AND TAKING ALL NECESSARY MEASURES TO
KEEP OUR STORES SAFE AND HYGIENIC.

THANK YOU FOR YOUR
UNDERSTANDING AND SUPPORT!

DFSTREICHBLWEL DI
RREHAL R THERNLEHEMBTIBES.
BRUFEETATITTEWIET

we'll be taking the temperature

of all guests before entry,

Guests with readings below 38C

are welcome to enter.

C—>

To protect our guests and staff,
please maintain a distance of
6 feet from others upon
entering the store

BERE ATy TOBREOIH. EA

CABRILSBRADREFREL
L. TI367 1 — (§918m) it AR

IBEFROBREAENMATET .

We kindly require that ou
our guests wear a face
mask at all times

ERTHEICTATOERE
EROVWELET.

procedures ensure a safe
and hygienic environment

ERELTLE

TEIHEOL

olp 0

We Invite you to help
yourself to our hand
sanitizers provided

at all of our counters

r frequent disinfecting

for you to enjoy

WENTERCHR
CLLAEEHSELS.

MOELHEEEE

EELTEDET.

O

KEEPING YOU SAFE AT DFS

KEEPING YOU SAFE AT DFS

aton s tsing ol
T

oo chmaty montErng the

SRROTERETRHICBHWELET,

SIGNAGE: Posters displayed at entrance, on pylons and digital
screens in store

A

I
THANK YOU

FOR PRACTICING SOCIAL DISTANCING

V=il TA RE Y ANDTIRT
BOBELITTVET

v

HOW TO HANDWASH

wazmas

Restrooms Floor Markers

DFS GROUP LIMITED



A5 for WJA

®

OUR PRODUCTS ARE

SANITIZED
REGULARLY

BEFORE AND AFTER EVERY USE

BridEANEEIUEMNICHSLTEDET,

KEEPING YOU SAFE AT DFS

We are closely monitoring the situation and taking all necessary measures to keep our stores safe and hygienic.
Thank you for your understanding and support!

DFSTEZICEBILWERE B

HREFIAL. DETHENUEEEHNTEISLD. BEUARBEEIATIToTEVDET.
HEROIBHE CHOLEELLELET.
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A5 for SWTFG

TO SAFEGUARD OUR GUESTS AND STAFF,
PRODUCT TRIALS, SAMPLING, AND

TASTINGS HAVE
BEEN SUSPENDED

FOR THE TIME BEING

BEEHREZAAVTOEZL0H. Bada Bt E—RNICERALTED XY,

KEEPING YOU SAFE AT DFS

We are closely monitoring the situation and taking all necessary measures (o keep our stores safe and hygienic,

Thank vou for vour understanding and support!
DFSTEZICBBILWERE i
ErEFRL. T2 THEMNGEHEMNTISL S, FEGHEF TATIT2TEVWDET.
FEROCERE CHAOICEBEOLET.
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A5 for FASHION

FOR YOUR PEACE OF MIND,

ANY PRODUCTS TRIED ON BY A GUEST WILL BE

QUARANTINED AND SANITIZED
FOR 24 HOURS

ZOLTIRIRWERE D, EERoE o3 24ERMmELTED £,

KEEPING YOU SAFE AT DFS

We are closely monitoring the situation and taking all necessary measures to keep our stores safe and hyglenic.
Thank you for your understanding and support!

DFSTESICHBILWELE LBIC
FREEHEL. HETHEMNTEHEESTISL S, HETHRETATH2T2N0 2T,
EEQOHRE CRNDICEMVUWELET. 45



A5 for BEAUTY (Option 1)

O N /

—

SANITIZE  SaRiTizeD
THEIR HANDS  prcuULARLY

BEFORE SERVING YOU
BEFORE AND AFTER EVERY USE

Ea—Fa 7 i —Id,
ERoEENICFETEELTEDEY, ZOLTSHIBW 1< T8,
TAZ—IERERESUERRICHSELTEDET,

KEEPING YOU SAFE AT DFS

We are closely monitoring the situation and taking all necessary measures Lo keep our slores sale and hygienic,
Thank you for your understanding and support!

DFSTEZICEBI LWwitiE< fosic
FREEEL, D TESNTESHFENTEISLS. PEEHEFTATTEVDET.
HEROIEME CEACERWE-LET, 46



[
' 9
Wel hands with water Apply enougn soap to cover Rub hands palm to palm

EEEE s all hand surfaces RS HETEE

B \\'—?g!%@?'( e

Right palm aver left dorsum Palm o palm with fingers Interlaced Backs of fingers lo opposing palms
with interlaced fingers and vice versa FOEE, GEETAEE RN with fingers interlocked
EFERTLEFNE, FOHFW
ORREE R, W ERIET
6 A N7 (8
/A |'
/ N // N\ g
Rotational rubbing of left thumb Rotational rubbing, backwards and finse hands with water
clasped in right palm and vice versa forwards with clasped fingers of right RN IS
FHE, —FRE—F AR T RO, hand in left palm and vice versa
T ST ; TR, kST E—ii

MBI R

i

o) m 2
NN NV

Dry hands thorougrly Use towel te turn off faucet Your hands are now safe

with & single use towel EEEE L, TERTS, GRTHE
AR WM TS

/

HOW TO HANDWASH

I{EyEEF

@ DFS GROUP LIMITED
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CUSTOMER & EMPLOYEE WELLNESS

TRAINING

@ DDDDDDDDDDDDDDD 48



Wellness Training Approach

Three weeks
before opening

Two-Three weeks
leading up to opening

OPENING!

For one month
after opening

For one month
after opening

Start publicizing
one week after opening

E-Campus module to
introduce new SOPs;
mandatory 100%
completion

Staff attend a half-day
workshop to practice new
SOP

T-Gathers reinforce wellness
topics through videos,
roleplays, games and
activities

@ DFS GROUP LIMITED

Reminders are displayed in
BOH posters and reference
guides placed at each POS

SIX RULES FOR CUSTOMER ENGAGEMENT
Minimize customer self-service, instead
gn e

presentat

Always ask a customer's permission before
producttrial or other interaction.

Only use single use a
J products and only
wrapped food sam,
«* Explain the wellness measures we are
H taking to our customers.

Cutomer & Bnployee Wellreze

Mandaring language E-
Campus module to help staff
communicate wellness
measures
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All staff is required to complete E-
Campus module to get familiar with

the new wellness measures

Introduction to core wellness
measures

* Employee Wellness
« Store Environment Changes
* Six Rules of Customer Service

Walk through new product trial
SOPs in each category

Even if you and every DFS associate follows these guidelines closely, our

We Care About You and Our Customers!

Core Wellness Measures

Product Trail

Communicating We  Mark the following that are true:
Cleaning will be increased lo every 2 hours
] Completion Quiz

The Loyal T lounge will have minimized sea

Staff must sanitize their hands before and a

Wrap Up

Only individually wrapped food samples are available

Ask permission to touch a custamer’s face

@ DFS GROUP LIMITED

customer will not notice the difference unless you talk about it.

Icebreaking

Answering Questions and Addressing Concerns

Guiding through Product Trial

Maintaining Distance

Wellness Tips

During this time, many peaple are focused on living a healthier lifestyle

You can make conversation with them by talking about wellness and offering them tips such as

1. Ex: Cocc
mask all day.

2. You will |
Gathers soon.

Use Disposable Applicator

Eye shadow

Wipe the product with alcohol
before application
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Workshop will be held to help staff understand
and practice the procedures

Focus on role playing specific situations and gaining confidence
to communicate measures

Content Environment Group Facilitator Timing
Core Wellness Training Classroom training Entire team SCM/LD/AGM 100 min
break 15 min
Category Practice Round 1 | Practice on the shop 1/3 of team PSM 35 min
floor
break 5 min
Category Practice Round 2 | Practice on the shop 1/3 of team PSM 35 min
floor
break 5 min
Category practice Round 3 | Practice on the shop 1/3 of team PSM 35 min

floor

* Alternate plan: half the group would do the classroom training first, then category practice.
And the other half of the group would start in the categories and then move to the classroom

training.

@ DFS GROUP LIMITED

Is it safe to shop here?
What is this store doing
to protect me?

To Say or Not to Say

SAY

+ Commenting o local conditions: m not sure, but you
check the government website forthe latest updates!
Product Triak: Wouid you lie me 1o belp you try that on?

Explaining Wellness Measures: Okey, befare you try It an
£mjust going to clean the watch

Welnes: Jrom this cream, a e eye massage
efare you sieep can help you reduee the dork eolor.

= lcabroaking: Would you lie to wine your phone with on
aicohol wige?

+ Answering Questions: We have instituted policy changes
since the pandemic for aur cusiomers' weliness. u, fm
nat sure about that, but let me ask my manoger.

Store Environment
Changes

* Hand sanitizer is available throughout the
store

« Cleaning is increased to every two hours

« Loyal T lounges are closed

« Signage reminding customers to maintain a
safe social distance

DO NOT SAY

local
stayed ottt location last week.

- Produet Trisl: Give me your hand to tey it
+ Explaining Wellness Measures: Wait while  get everything
ready

+ Social Distance Reminder. It is fao crowdded here. You con't

come in, Maybe try later.

* icebreaking: Hove you been sick recentiy?
* Answoring Questions: | dan't know. Read the sign by the

entrance.
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T-Gather is critical time to practice what they
have learned

Wellness briefings during
daily T-Gather will bring
new measures to life
through videos,
roleplays, games, etc.

The topics do not have
any given order, except
the Welcome Back T-
Gather must be day 1 of

reopening

WEEK 4

MONDAY

Welcome Back T
EEK 1 Gather!
We Are DF5
Changes to O
EEK 2 Environmen t

WEEK 3

Wellness Tips
Team Category

@ DFS GROUP LIMITED

Product Trial
Team Category

Product Trial
Team Category

WEDNESDAY

Sanitizing
Team Location

Objections
Team Category

THURSDAY

Six Rules for
Customer Service
Team Category

Local Regulation
Team Category

Celebrate Success
Team Category

Icebreaking
Team Location

Celebrate the
Destination Safely
Team Location

Six Rules for

Customer Service

Team Category

Handwashing
Team Location

Wellness Tips
Team Category

Crowd Buster
Team Location

Team Category
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A series of BOH posters will remind staff of the
wellness measures

SIX RULES FOR CUSTOMER ENGAGEMENT —
n Minimize customer self-service, instead ﬂ
o guide customers though product

presentation.

Always ask a customer’s permission before
product trial or other interaction.

@ H Do not touch a customer's face.
‘,&-‘ Sanitise your hands before and after any x
é customer contact.

Some people
call it, "Mother
Nature's
Sport's Drink’

Only use single use applicators for beauty
/ products and only offer individually
wrapped food samples.

@= Explain the wellness measures we are
taking to our customers.

)
Cudloner £ Baployee Wellneze Cutlomer $ Buplogee Wellress

Core Content Do’s and Don’ts
Reminders

Cudlomer & Eployee Welleze

Wellness Tips
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